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Abstract:Communication method plays a vital role in day-to-day life as well as in enterprises of 
the banking sector. Due to the energetic of banking atmosphere, any change raises 
uncertainties in customer sensitivities, so, there is necessary a special responsiveness to 
the communication method considered in terms of internal and external viewpoint 
 In this paper researcher has highlighted the major observations of the present study. 
These observations are based on the analysis of primary data collected through the 
questionnaires prepared for branch managers and employees. In total 18 branch 
managers (6 Managers of three branches from each from public sector banks and private 
sector banks from Pune city have been selected.) and in total 810 employees (450 
employees from public sector banks and 360 from private sector banks from Pune City ) 
have been selected to understand their extent of awareness and perceptions, work 
environment regarding internal communication systems implemented in their banks. The 
observations, conclusions enumerated in this chapter, are not only based on the primary 
data collected through the questionnaires, but also on the basis of observations of 
researcher and informal discussions with employees, branch managers and experts. 
These informal or oral discussions with the concerned persons have helped to the 
researcher to arrive at a certain conclusion. 
Finally, certain suggestions are made with a view to achieve more improvement in the 
internal communications system and to increase the functional efficiency of employees by 
effective utilization of internal communication tools in the banks 
Keywords: Customer, Quality, Service and Communication. 
 
1.Background of  Banking Service 
A key role in safeguarding the quality of 
banking services plays organizational values 
and communication in banking 
organizations. Although the many concepts 
cannot be treated separately, to identify the 
communication problems that could distress 
the quality of banking services. 
Hypothetical, but also practical, for a 
customer to decide to acquire a banking 
service from a particular bank, he must be 
concerned simultaneously with: variety of 
banking products and services, staff 
approaches and conducts security of 
products and situations to ensure 
confidentiality. Valuation of customer 
satisfaction is becoming vital to a successful 
banking unit. 
2. Quality Improvement Initiatives’ 
in Private & Public Sector Banks 
Quality is not given by a single 
distinctive, but a combination of features 
that can be subjective and/or objective. 
Today, service quality is considered a 
precarious measure of organizational 
performance and remains to compel the 
attention of consultants and academics 
(Lassar et al., 2000; Yavas and Yasin, 
2001). 
. 
3. Objective :  
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The objectives of this paper is to study 
the internal communications system 
from point of view of functionality of 
banks. 
4. Research Methodology : Banking 
Services -Communication 
Our investigation study is attentive on 
internal communication, using interviews 
and straight observations in diverse 
organizations and its influence on the quality 
of banking services, scrutinized through a 
questionnaire ordered to customers of 
various banking companies from India; their 
names will endure private 
Hypothesis of the Study 
 H1 –Effective Internal 
communication increases the 
satisfaction of bank customers. 
 H2 - Effective internal 
communication increases good work 
environment  
Scope of the Research Work 
 The study is restricted to only Public 
and private sector banks in Pune city 
(PMC) 
 Public Sector banks 23 and Private 
sector banks 20 , the universe is 43 
Banks, Sample is 12 banks ( 6 
Private and 6 public sector banks) 
 To have a cross section of 
information, types of customers 
(whose average customers were 
within the range between three 
thousand to five thousand, five 
thousand to ten thousand & ten 
thousand and more), types of 
products and services offered. No. of 
employees per branch/bank, 
turnover, etc. It was considered 
prudent to select large, medium and 
small size branches of banks which 
also covered industrial finance, 
trading finance etc. 
 The said three types banks branches 
are selected from 6 private and 6 
public sector banks are considered 
for the study.( total 12x3=36 
Branches) 
Sample Selection 
Types of banks  Population  Sample banks  
Public Sector  23  6  
Private sector  20  6  
Total  43  12  
Sampling Unit Calculation 
Types 
of 
Banks  
Selected 
banks  
Branches  Total 
Branches  
Employee 
s per 
branch 
(average)  
Managers  Total 
employee 
selected  
Total 
managers 
selected  
Public  6  3  18  25  1  18x25=450  18  
Private  6  3  18  20  1  18x20=360  18  
Total 
sample 
Size  
     810  36  
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Procedure followed to collect information 
from experts 
 The researcher has used Simple 
random sampling method. 
 The researcher collected the list of 
banks branches turnover is large and 
no. of customers is large 
 Afterwards the researcher went to 
the banks and introduced them about 
the reasons for  conducting the 
research.  
The researcher asked them about the overall 
operations and policy of internal 
communication in banks and also asked 
them to fill the questionnaire. 
5. Data Analysis 
Sr. 
No. Perceptions 
Public Bank 
Employees 
Private Bank 
Employees Total 
No. of  
Res. % 
No. of 
Res. % 
No. of 
Res. % 
1 
Communication devices available 
to meet the full requirements of 
internal communication 
450 100 360 100 810 100 
2 The internal communication system ,scopes free flow of information 450 100 360 100 810 100 
3 There is easy access for internal communication in the  bank office 450 100 360 100 810 100 
4 
Internal communication system 
allows to participate actively in all 
the bank functions 
450 100 360 100 810 100 
5 
Communication system 
implemented in bank motivates and 
stimulates and increases enthusiasm 
for meeting its goals. 
446 97 360 100 806 99 
6 
Senior officers always provide 
guidance for solving problems 
related to job. 
448 99 360 100 808 99 
7 
Conflicts are handled appropriately 
through proper communication 
channels. 
440 93 360 100 800 97 
8 Communication practices are adoptable in emergencies 450 100 360 100 810 100 
9 Written directives from management are clear and concise 430 87 360 100 790 93 
10 Management members trust in the context of some important issues. 400 67 360 100 760 83 
11 
Internal communications make 
identify with it or feel a vital part of 
it. 
407 71 360 100 767 86 
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According to the primary data collected, 
100% each of private and public sector bank 
employees have stated that almost all the 
communication devices available to meet 
full requirement in internal communication 
will stop under percent employees each from 
public and private sector banks have stated 
that, the internal communication systems go 
free flow of information in the rank offices; 
they also stated that, there is easy access for 
internal communication system in bank 
offices, and it allows them participate 
actively in every time functions. 
97% public bank employees, 93% private 
bank employees have stated that, the internal 
communication system implemented in the 
banks motivates them and stimulates and 
increases enthusiasm for meeting 
organizational goals. 99% public sector bank 
employees and 100% private sector bank 
employees have stated that there senior 
officers always provide guidance to them for 
solving problems related to the jobs. 
According to 93% public and 92% private 
bank employees, conflicts are handled 
appropriately to proper communication 
channels. Under percent employees from 
public and private sector banks have opined 
that, communication practices are adaptable 
at the time of emergencies. This shows the 
positive attitude of employees towards the 
internal communication. 
 
87% employees of public banks, 97% 
employees of private banks have stated that 
written directives from management 
officials are clear and concise; and therefore 
there are no any obstacles in their functional 
efficiency. Due to transparency in every 
function, management members are having 
trust and confidence about the efficiency of 
employees, stated 67% public bank 
employees and 68% private bank 
employees. The managing  members are 
also having trust in the employees in the 
context of some important issues. 71% 
public bank employees and 75% private 
bank employees have stated that, internal 
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meet full requirement of internal 
communication
The internal communication system 
scopes free flow of information
There is easy access for internal 
communication in bank office
Internal communication system allows 
to participate actively in all the bank 
functions
Communication system implemented in 
bank motivates and stimulates and 
increases enthusiasm for meeting its 
goals.
Senior officers always provide guidence 
for solving problems related to job.
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communication makes them identify with it 
or feel a vital part of it. 
On the basis of analysis of selected primary 
data, it is concluded that, majority of public 
and private sector bank employees are 
infected due to better internal 
communication system, in terms of 
efficiency in working, motivation, trust by 
management, enthusiastic support from 
management members, positive attitude 
towards work etc. All these factors are 
positively impacted on the functional 
efficiency of employees. On the contrary is 
the working environment in banks is not in 
favour of employees and if management 
members are not having trust in their 
subordinates, there is no any transparency in 
every function of the bank and no proper 
communication etc., such type of 
environment, adversely affects the 
functional efficiency of employees. 
Therefore, for improving the functional 
efficiency of employees, effective internal 
communication system should be 
implemented in public and private sectors 
banks. 
To measure and check this hypothesis 
researcher has included a question in 
manager questionnaire. This question is 
actually is : 
a statement which measures the 
effectiveness on 5 point likert scale 
where, 
1-  No Change 
2-  Improved slightly 
3-  Improved considerably 
4-  Improved highly 
5- Improved significantly. 
Following table represents the descriptive statistics 
 N Mean Std. Deviation 
Q_28 10 3.70 .483 
The mean score of rating of improvement in 
efficiency is found to be 3.70 which 
indicatesthe ratingof improvement of   
employee efficiency is improved 
considerably and above level.  
To check these averages score researcher 
has applied one sample t test. This t test  
check whether there exist significant 
differences between mean score and middle 
value 3 that is considerably improvement in 
employee efficiency. 
T test (test value = 3) 
 
t df 
Sig. (2-tailed) ( 
p value )  
Q_28 4.583 9 .001 
Since p value is less than 0.05, researcher 
can conclude that there exists significant 
difference. It means null hypothesis is 
rejected at the 5% level of significance,  
hencethe alternative hypothesis is accepted. 
Therefore researcher’shypothesis “Manager 
perceived that there is an improvement in 
efficiency of employees” is accepted. 
6. Findings 
1) Many employees of private and 
public sector banks informed the 
researcher that, due to efficient 
internal communication system, the 
work environment is pleasant and 
allows them to achieve individual 
and organizational goals. Some 
employees, surveyed considered 
working environment in their bank 
as acceptable, but no any employee 
considered as inadequate. The 
factors that influence these opinions 
are mainly represented by the 
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process of internal communication, 
especially communication with 
management members. 
 
2) It is observed that, due to efficient 
communication system horizontal 
communication    
(i.e. Communication between 
employees from different 
departments or services is very 
efficient, as confirmed by a majority 
of employees, who believe that 
internal communication problems 
within the group to which they 
belong are resolved in a great extent. 
Analyzing the data, the researcher 
has observed that, attitude of 
majority of employees is appropriate 
for communication, they are 
cooperating with their colleagues. 
This is exactly encouraging, given 
that for group harmony. 
3) The Researcher  has also come to 
know that, the form of 
communication in  analyzing public 
and private bank offices , that 
predominate are written 
communications materialized in 
reports, office notes, minutes of 
meetings, various records, 
newsletters etc. 
  It is observed that, the internal 
communication system adopted in 
the selected public and private 
sector banks, also positively 
influenced on the customer 
relationships majority of employees 
(83%) of public and private sector 
banks have stated that, efficient 
utilization of the internal 
communication system. Help them 
in resolving any conflict with 
customers and helps in creating 
transparent and cordial relations 
between customers and employees.  
7. Conclusions 
1 Majority of branch mangers 
identified that the aim of internal 
communication is to increase the 
awareness about the customer’s 
needs, among the bank employees; 
and increase the employees’ 
efficiency. Some branch managers of 
private sector banks identified that 
the aim of the internal 
communication system is to increase 
the reputation of the bank; and to 
create harmonious relations among 
the management members and 
employees, employees and 
customers. 
2  Many branch managers revealed 
that, due to the internal 
communication incentives, activity 
and motivation of employees have 
increased. They have further 
informed to the researcher that, there 
is a good feedback from many 
customers. Therefore, the reputation 
of the bank had improved and the 
functional efficiency of employees is 
also increased, and become more 
loyal. 
3  Almost all the selected branch 
managers have agreed that the 
information regarding banking 
functions, received from their 
subordinates is very trustworthy; 
therefore there is no any hurdles 
occuring in the day to day 
functioning of banks. All these 
branch managers are very much 
satisfied with the amount  received 
by the employees of different 
sections or departments of their 
banks. 
4 Some branch managers are agreed 
that, the various reports received 
from employees are clear and 
concise; and they are also receptive 
to evolutions, suggestions and 
criticism. Majority of branch 
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managers has opined that, each 
employee in their bank office feels 
responsible for initiating accurate 
upward communication; and this 
flow of communication is free 
without any obstacles and bias. It 
shows that the employees of public 
and private sector banks are having a 
great ability as a communication. 
They are also responsive to 
downward directive. 
5 A Researcher has found that, in 
majority of bank offices, are not 
measuring the effectiveness of 
internal communication system 
adopted in their branches, They are 
not aware about the measuring 
usefulness and effectiveness of 
internal communication system. 
Very few private and public sector 
banks, effectiveness of internal 
communication system is measuring 
frequently, by conducting surveys, 
audits or with the help of 
questionnaire for employees. 
6 In the bank, sometime it many 
happens that any critical situation 
arises with the relation of employees. 
In this context researcher has found 
that branch managers are preferred to 
ignore or avoid such situations which 
are not directly influencing on the 
day to day functioning of banks; and 
try to maintain peace in the branch. 
But in case of a critical situation, 
many branch managers are imposing 
terms and conditions and show 
employees who the boss is. But such 
type of situation are rarely occurs, 
stated by some branch managers. 
7 From the branch manager 
perspective functions of internal 
communication have not been left 
unnoticed, and they are having a 
positive attitude towards the internal 
communication system and 
functional efficiency of their 
subordinates. 
8 While discussing with the branch 
managers regarding the influence of 
the internal communication system, 
some branch managers admitted that, 
since the implementation of the 
internal communication system in 
the banks, employees are understand 
the engagement of it and they are 
given possibility to get know 
themselves more detailed. According 
to the branch managers, when 
employees know more about the 
internal communication, they can 
position it in their minds, and it also 
helps them to do their work in a 
more efficient and in a qualitative 
way. 
9 In a nutshell, majority of branch 
managers is agreed that, their 
employees more actively participated 
in daily business discussions with 
them. Some branch managers have 
opined that, the effective internal 
communication system helps to 
reduce conflicts or misunderstanding 
among the employees.                            
All the selected respondents (employees 
and branch managers) have noted the 
positive influence of the internal 
communication system adopted by their 
banks. Branch managers and employees are 
having awareness about the internal 
communication is of a crucial significance 
for day to day bank activities in a so formal 
and responsible environment as a bank. This 
is why, from all the employees and branch 
managers of public and private sector banks, 
it can be summarized that their views 
regarding the impacts or influence of the 
internal communication system on the 
functional efficiency of employees are 
similar. 
Communication with a role of advancement 
is in fact a distinct case because, although 
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the literature perpetually considers as part of 
external communication, it is carried out 
individually by the banking institution from 
its external environment. In this case, not 
members of banking institution are the ones 
who preserve contact with the outside, but 
the organization as an institution.It gives 
information about services accessible, trying 
to improve the imageand/or merely want to 
raise awareness and to endorsevalues. After 
this research, we experimental that 
employees consider the working 
environment as important and direct impact 
on service quality. 
Recommendations 
1 It can be useful for the banks 
from private and public sectors, 
to utilize the information about 
other banks, by analyzing how 
they conduct or manage their 
internal communication functions 
and according to the results, the 
bank management members can 
implement the same functions in 
their banks. Due to this, the 
management members and also 
employees can be learned from 
other banks which are having 
some special vision in the 
banking sector. 
 
2 It is suggested to analyze the 
major advantage of the internal 
communication system from the 
employee perspective, and there 
should be a frequent 
measurement program for their 
improvement in the work. These 
measurement programs should be 
concerned with the productivity, 
absenteeism, quality of service 
rendered by them, innovative 
activities, etc. This can help to 
the management members to 
keep follow-up of employee 
engagement and commitment. 
This activity also useful to spot 
the drawbacks, and changes, that 
exist in the internal 
communication system 
implemented in the bank office. 
3 It would be useful for banks to 
analyze the correlation between 
the services rendered by the 
employees to the customers and 
customer satisfaction level ; and 
measure the attitudes of 
customers towards  bank ; as not 
much literature is available in the 
context of Indian banking sectors 
‘internal Communication 
System’. 
 
4 For the purpose of evaluation of 
internal communication system 
adopted in the bank office, and 
need for change in the internal 
communication system, a particle 
study program should be 
conducted to illustrate how and 
what changes should be made in 
the internal communication 
system; from the perspective of 
branch managers. 
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